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What is ICIS Issue Tracker?

• ICIS Issue Tracker is a Lotus Notes, web based, database used to 
record and monitor technical issues that have been reported to the 
ICIS Customer Support Section.

– Provides users with access to issues reported by other region/state offices
– Provides a knowledge base for users to access to help resolve their issues
– Allows active participation in the process to help resolve issues
– Provides transparency to the users in the process of issue resolution

US EPA May 12, 2010
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Registration

– To begin using ICIS Issue Tracker, all users must be registered. 
Registration is different for EPA federal employees than for State users. 

– Because ICIS Issue Tracker is a Lotus Notes database, all EPA federal 
employees already have a Username and Password. All that is needed is 
to contact the ICIS Customer Support Section (icis@epa.gov) and let them 
know that access to ICIS Issue Tracker is wanted.

– State users must obtain a Username and Password prior to accessing the 
ICIS Issue Tracker. Steps for doing this are on the next slide.

– All users, EPA federal and State users, must initially contact the ICIS 
Customer Support Section (icis@epa.gov) if access to ICIS Issue Tracker 
is desired.
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Steps Required for Registration

All Users:
1. Contact the ICIS Customer Support Section (icis@epa.gov) to ask for access. ICIS 

Customer Support will process the request and notify the user upon completion.

EPA Federal Users:
1. Registration complete. User can access ICIS Isssue tracker

State Users:
1. Go to url https://yosemite.epa.gov/oeca/oc/icistrackerreg.nsf
2. Click on ‘Extranet users only – request a new account’ hyperlink
3. Fill out all of the required fields and click on the Submit Request button
4. Wait 30 minutes for servers to update
5. Once submitted, registration is completed

US EPA May 12, 2010



6

Steps Required for Registration - cont’d
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Steps Required for Registration - cont’d
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Accessing ICIS Issue Tracker

– https://yosemite.epa.gov/oeca/oc/icistracker.nsf
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Accessing ICIS Issue Tracker - cont’d

• You may be asked to install additional plug-ins or add-ons. Please say Yes or Install.
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Accessing ICIS Issue Tracker – cont’d
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Creating A New Ticket

• New tickets are created to initially report a technical issue to the ICIS Customer Support 
Section

• There is a 7 minute lag for tickets entered by EPA and when they can be viewed online

• Non-Customer Support users have limited rights
– Can only Open/Close tickets
– Can only edit own tickets

• Perform Search (see Slide 16) to see if issue has already been reported

• To open a new ticket, click on the New Ticket button

• Fields with an ‘*’ next to them are REQUIRED

• Be sure to choose ‘Website’ as the Source Type
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Creating A New Ticket – cont’d
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Creating A New Ticket – cont’d
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• If the issue being reported has already been reported by someone else, use the Add 
New Source button

• This adds a secondary ticket to an already existing ticket and allows the Customer 
Support Section to see that the issue is widespread and effects multiple users.

• The main ticket and all sub-tickets share a common Status. When the main ticket is 
closed, all sub-tickets will be closed as well.
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Ticket Monitoring

• To update a ticket already in ICIS Issue Tracker:
– Search for and find the ticket to be modified
– Open the ticket by clicking on the Subject hyperlink
– Click on the Edit Ticket button

– Edit all applicable data fields
– Click on the Save button
– REMEMBER – Can only edit your own tickets!
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Ticket Monitoring– cont’d

• To search for a specific ticket, click on the Search button

• Enter Search criteria, click on Search

US EPA May 12, 2010



16

Ticket Monitoring– cont’d

• To search for a specific ticket based on a specific field (i.e. Ticket Number or Subject), 
you can click the Search Button, and in the "Search for" field, type "[fieldname]=" 
followed by the value you are looking for.  For example, "[TicketNumber]=1003111327".   
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Ticket Monitoring– cont’d

• Views
– Click on the Folder or Category to see available views

• Reports
– Click on the Folder or Category to see available 

reports

• Documents
– Click on the Category to see available documents
– Downloadable

Views

Reports

Documents
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Issue Resolution

• Once an issue has been resolved to the satisfaction of the submitter, the ticket is closed.

• To close a ticket in ICIS Issue Tracker, follow these steps:
1. Find and open the ticket to be closed
2. Change the Status to Closed

– Although all Status Descriptions will be visible, only Open and Closed are available for 
selection

3. Update the Comments field with any updates stating why the ticket is being closed
4. Click the Save button
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Issue Resolution – cont’d
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• For further assistance please contact:

ICIS Customer Support Section
(202) 564-7756
icis@epa.gov
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